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Who are the New Homes Quality\ QUATTTY
Board..?

Q NHQB was set up in response to an All Party Parliamentary Group
looking the housebuilding sector

°_o Independent, not-for-profit body established to oversee reforms in

o
- build quality and customer service

N

The new framework is made up of two parts:
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Why do we need the
New Homes Quality B

Home BuildersFed HBF
@HomeBuildersFed

¥e
The home building industry
has delivered another
consistently high year of
customer satisfaction
according to the latest

annual industry survey by
HBF and @NHBC. (1/6)

10:21 - 23/03/2022

Homeowner satisfaction
with new build homes
at all time high

stomer Satisfaction
Survey resw
niew build home B
‘recommend their bulder 108
friend), the joant highest score

since the survey began in 2006

and anather successive year of
improwement sinoe 20068, 9% of
thase surveyed aka said they woulkd
bueya new buikd hame agan, with
ET% saying they would buy from
thear same budder again in

e future.

This year's survey covers the 12
months from October 2020 to
September 2021. In total 35,113
questiannaines were sent out

dusing the survey year. This is a
significant increase on last year,
reflecting the retum to a mane
mormal conduct of business and

a great increase in the number of
hiomes compdeted and sold 62.7%
12,168) of the formes were retumned,
an extremely strong response rate
for a mixed methodology survey.
The scae of the survey, believed ta
be one of the most comprehensive
contnuous industry research
exercises in the country, eraures
that its results provide a robust and
acourate representation of industry
and builder performance.

Build quality and customer service
harve always been a pranty for
home builders This became a
greater focus amid an unacceptable
drop in satisfaction levels arcurd
2017, Sance then the industry has
worked hard to improve satisfaction
levvels by focussing on the quality
of homes bult and aka the service:
they pravide to customers.

The industry has also been
supportng the work of the

Mew Homes Quality Board and

its develapena propasals to

oducing the Mew Homes
Quality Code, that places
significantly more requirements
an bullders in tarms of haw they
deal with their custamers, will
provide a hugs challenge but itis
ane the industry is committed to
successfully tackling.

The new Cade, which was
published at the end of 2021
following a full public corsultation,
will require a step change in
builder behawiours, with customer
service expectations clearly set
out, from the pont of reservation
to bwo years fram occupation.

it requares builders to comply

with certain termes af how they
advertize and sell the propesty and
ensure they provide the customer
with all necessary information to
enable them to make an informed
chaice. Mast crucially, the Code
will ensure 2l builders will have in
place an effective after care and
complaints process, with customers
able to escalate their case to

the independent MHOS if the
appropsiate steps aren't taken.

in ling with the imminent charges
with regards fo customer service
requirements, ipsos MOR] has been
ashed to carry out a review of the
Customer Satisfaction Survey and
Star rating scheme. its review of
2017 concluded that the survey was
fitt for purpase” and we are keen

to ensure that remains the case
and it aligns with the changes and
requirements being introduced by
the NHOR.

HEBF Results for the 2020/21 survey year
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Published March 2022 ok E &R | Laan Homid
& o Lot Howswis
& & & Lereuall
. & & & & [ art &
er satisfaction survey ok dde o | | ickalHomes
T — Malczdm Alan
& & & Housidnsldirs
o ode dr & & | RoCahy & Stone
I{ey benefits of R ST T
new homes kk k& | | g Homas
whyh R & b & i Muorfolk Hodnics
ary mew?
A new home is fresh, bright, clean and untouched by previaus Dby Hosmis
awners’ chosce of décar. it is a blank carvas an which the: & b & i
nmeqwn«andmerfamlycanmmpth«awn style P Horssis
kew homes are ala much mare energy
efficient than older homes. This means they are better for T EEE R dromy o
thie enviranment but can alsa save their awners hundreds of
pounds a year in energy bils. And with 2 new home there is ' EEE Bivarelaki
no need to factor in the costs of restoration or DY, Research
shows that the average spend on ha me improvements in PR Dok
second hand property b almost £13.5k Boga Buldars
Lots of ways to buy! & & &
Sametimes, buying a house can seem like an impossible .
dream, but with nevw build there are different options. LM "
Mary house bull ders now offer part exchange schemes LR R R Sigrmart Milne
whereby they purchase a buyer's existing homa; whilst the
iGowernment's Hedp o Buy scheme has enabled around
300,000 pecple to buy a new build hame with a 5% deposit, i i i i | | Sionaband Prapanies
aver 8% of wham have been first time buyers. Options
Mz this help make homeawnership more affardable and & & Story Homes
achievable. Plus, new build first time buyers aren’t at the
mercy af a kang chain and the threat of it collapsng? L St Hois
High build quality
Mew homes are built to 3 higher standard than ever befare & i & & & Taplos Wisgsay
and our customier satisfaction survey results reflsct this.
Erom state-of-the-art kitchens to madem double and triple & d & & & | Thakikam Group
glazing, the quality of a new hame compared to ald is evident 1 .
T & & & & Tika Hareis
Designed for moder living
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nees of today's hame awnes, To upgrade an alder hause to & & & & Wil am Dasici
thie standards of a new build hame could cost up to £45,000. R

Cheaperto run
New homes builk in the UK are roughly 50% cheaper ta nan
jper year than the eguivalent Victorian house Orners of new
buitd houses and fats will sawe homeowners an sverage of
£435 2 yeaw, rising to £555 for new builld houses alone.
Environmentally friendly

Energy efficiency stardards in rew hiomes are same of the
best in the world and are contiruing to Emprove further with
«<hallenging Gavernment targets in place for new homes
maving forward. On average, a new build home emits

238 tonnes less of carbon each year.

(Peace of mind

Peace of mind is mare than just knowing pou're buying
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Why do we need the

New Homes Quality Board..?

NEWS

Home | Cost of Living | War in Ukraine | Coronavirus | Climate | UK | World | Business | Politics | Tech

Business | Your Money ‘ Market Data | Companies | Economy | Technology of Business | CEO Secrets | Global Trade

Growing complaints about new-build
houses

Bovis to pay £7m to compensate
customers for poorly built homes

Housebuilder apologises for poor quality of some properties as
dissatisfied owners organise protests

Are you a Bovis homeowner awaiting compensation?

7 Y
B(?’vrs BOVIS BOVIS BOY
HOMES :

_ HOMES

- —

O Bovis admitted that some homes were rushed to meet sale targets. Photograph: Rui Vieira/PA

Is there a crisis of quality in new-build f =

homes?

Terr OI‘ on Hl They bodged the sewage
How l'nmu-rﬂ].hlcrpllm plpellne and it didn’t have the

(olton buds :md plaslk slirml

Buyers in
despair at
badly built
new homes

Umdvrtusnd Pan s deton tug cverrtial regeers

Savings Borrowing Careers

badly?

@HateNewbuild

@centristjim1
Replying to
& & this estate is near me.

capacity needed so they built
= a “temporary” sewage pipe

~ overground through the entire
estate. Just what you need
when you’ve spent £400k on
a new build &

= Jim Why are Britain's new homes built so
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The.,.
Guardian

W More ~

Money > Property

FAULTY TOWERS Family furious after
finding TWO HUNDRED faults on their new-
build Persimmon home
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Mission Statement

“Championing quality new homes
& better consumer outcomes”
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Mission Statement

Being an

advocate for new

build homes .
Reassuring

Highlighti
I customers

issues for

improvement

“Championing quality new homes
& better consumer outcomes”

Helping
customers when
things go wrong

Helping the
industry improve




P AN

HOMES
QUALITY

Build quality issues

Championing quality new homes & better consumer outcomes

/\
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Task

What are the specific things we at NHQB can do to help
the housebuilding sector to improve build quality?

AN
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Stand in a line, side by side, based on the first letter
of your name — A's at one end and Z's at the other

AN
A AR A
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Task

What are the specific things we at NHQB can do to help
house builders to improve build quality?

« 20 minutes to come up with ideas

At the end, select your top 3 ideas

Agree a speaker to present back

* Whole group to vote on the best overall idea
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